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Common KPIs
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Call Flow Analysis

How many o
?
How many announcements”

menus? /
N\
Does one

o ) — \/bargein?

How many \
[l 4//.
options? b ~



CARE4CC

Y = Amount of calls T

Call Duration AnaIySiS X = Duration —

POWERED BY

)
= Average
@® l ’
(&)
é 5 minutes é’
a Abnormal
2 -
= 1in 10.000
Bae.. calls £2h
X% 60 30x %
S A
e

=
q) z
- 1 | i

5 1 2

min hour hours

© CAREACC (LVS Consulting) made by Lode Vande Sande



Menu Analysis
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Y = Amount of calls |
X = Questions Asked —
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DTMF Analysis

= Amount of calls T
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Needle in the haystack
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2h call durations

63 gquestions / call

128 DTMFs / call

300 announcements / call

23 looping customers

= 25% load in average & 100% in peak
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| essons Learned
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= Average may have no value E.g. DTMF, ..

= Management by Exception is not done E.g. Loops, 2h, ...

= Complexity is only increasing E.g. Server, VoIP, ...
= Holistic approach to quality E.g. Business & IT

= IVR Automation is very valuable but can be done better

— Big Data & Analytics enable profound Auditing, Testing &
Monitoring and are essential Customer Service Quality
Assurance tools & services for IVR, CC & IPT
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Lode Vande Sande

Managing Partner
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+32 476 690 448
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